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As the globalization of economy and finance and the quick development of 
information technology, a fundamental change would take place in the external 
environment of the commercial bank. It is an important research subject faced by all 
commercial banks how to improve business performance and rebuild their core 
competitiveness by reforming business operational management process. 
Since ICBC founded, the business operation and management have gone through 
several times of reform in the specialized bank period and the state-owned 
commercial bank period. Soon after listing in security market in 2006, ICBC 
introduced a new philosophy that is business operational management. Also, ICBC 
integrated and perfected the operational management system again and established a 
distinctive operational management system in order to lay foundation to perform 
continuous and in-depth reform of business operation management process. Under the 
background of business operational management process reform of Shanghai 
Municipal Branch, ICBC (hereafter referred to as Shanghai Municipal Branch), this 
study illustrates the formation and development of business process reengineering, 
lean management and shared service which is widely used in modern service industry 
by collecting management theories. This study also judges the fruition and status quo 
of the reform comprehensively and objectively. Meanwhile, combined with the macro 
environment of the commercial banks’ reform and development, the regional 
environment of Shanghai Municipal Branch and the micro environment of business 
operational management process reform of Shanghai Municipal Branch, this study 
uses SWOT method to analyze the strength, weakness, opportunity and threat of 
business operational management process reform of Shanghai Municipal Branch. 
Combined with successful cases of shared service center widely used in international 
commercial banks, this study provides suitable path of business operational 
management process reform fitted the transformation and development of Shanghai 













Finally, this study solves bottlenecks and problems of business operational 
management process reform of Shanghai Municipal Branch at present and provides 
some future views about deepening business operational management process reform，
The writer thinks that Carrying on business operation management process reform is 
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第一章   绪论 
第一节   研究背景 







































    2、本文将给商业银行尤其国内商业银行开展业务运营管理流程改革实践提
供理论支撑和实践依据，这将对商业银行开展业务运营管理流程改革起到积极的
推动作用。 

































































共享服务理论 流程再造理论 精益运营理论 
网点转型与流程创新 集约运营与流程管理 风险管理与流程控制 
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